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Abstract 
The purpose of the present study is to identify effective methods for the evaluation of the impact of quality management 
implementation concerning performance on medium and long term, in terms of sustainable development required by business 
today. The study developed consists in taking into consideration the applicability of quality management system model for 
performance evaluation and the use of benchmarking as a basis for economic decisions. Using a set of specific and measurable 
indicators, the management company may adopt a performance measurement approach and may take decisions in order to 
increase their performance in the medium and long term. 
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Introduction 
In a globalized economy, a growing number of large companies found that in a highly competitive environment, 
the policy of maximizing short-term profits is not a guarantee of success and consequently such a policy must be 
accompanied by the development of a sustainable behavior. Thus becomes increasingly important the business 
concern towards ensuring the sustainable performance through a balance between financial social and environmental 
performances. 
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Sustainable performance of an organization refers to its ability to meet the needs and expectations of customers 
and other stakeholders on long-term, balanced by an effective management organization by organization staff 
awareness by learning and applying appropriate improvements, innovation. 
In this context it is important to identify opportunities to ensure sustainable performance of an organization, in 
connection with the implementation models of quality management systems. Orientation of organizations to ensure 
sustainable performance involves identifying responsibilities to the various stakeholders identified and adaptation of 
activities, methods and tools enabling to improve performance. 
Defining performance evaluation model forces enterprises to make strategic planning and implement them in 
order to outline the difference between the actual performance and the objectives established. Performance is a 
status of competitiveness of the enterprise which ensures a sustainable market presence. It is considered that the 
performance company is one that reconciles expectations of all partners: creating value for shareholders and 
customers, gives pleasure to work and a clean environment for the community (Jianu,2007). 
In the last 10-15 years, the level of recognizing of the importance of sustainable development has increased. It 
has also become increasingly evident the concern organizations to ensure a sustainable performance, involving all 
stakeholders. 
 
2. Background 
 
The concept of sustainable development was born 30 years ago as a response to the emergence of the global 
environmental problems and natural resources, especially those related to energy. Basically, the Conference on the 
Human Environment in Stockholm in 1972 represent the moment when it is recognized that human activities 
contribute to environmental damage, which threatens the future of humanity. A few years later, in 1983, started the 
activity of the World Commission on Environment and Development (WCED), after a resolution adopted by the 
United Nations General Assembly. In 1987, a year after the Chernobyl disaster,  the so-called Brundtland Report of 
WCED, entitled "Our Common Future" gives the most cited definition of sustainable development ("sustainable 
development"): "Sustainable development is the aiming needs of the present without compromising the ability of 
future generations to meet their needs"(wikipedia,2012). Brundtland report included several objectives that the 
achievement of sustainable development means:  
 continuing growth with respect of basic requirement for the conservation of natural resources;  
 eliminating poverty and providing conditions to meet basic needs of employment, food, energy, water, 
housing and health; 
 development-orientation process for new quality; 
 ensure controlled growth of population; 
 conservation and enhancement of natural resources, monitoring the impact of economic development on 
the environment; 
 restructuring of production technologies and maintaining control of their risks; 
 ensuring an integrated approach to decisions on economic development, the environment and energy 
resources (wikipedia,2012). 
In the recent years took place numerous conferences on sustainable development,among whose objectives could 
be found: the quality of life, environmental protection, development orientation towards quality processes, 
improvement of  management. 
The issue of performance evaluation in a context other than a financial has been highlighted by theorists and 
practitioners since the mid of the 20th century. Thus, Peter Drucker introduced the concept of management by 
objectives in 1954 in his book "The Practice of Management"(Drucker,2002). 
In the present context, the integrated quality management system can be a useful tool  in order to allow 
organizations of any size and in every field to control the impact of the activities developed and of the products or 
services provided on the environment. 
 
3. Total quality management for sustainable development 
Quality management is a direct result of the understanding that the main factor in maintaining and increasing the 
number of clients is the quality of products supplied / services rendered to them. 
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In any establishment, economic or otherwise, production or service, a coherent quality system begins with  
operation, monitoring actual performance, corrective actions as necessary and continuous quality improvement. 
Total Quality Management (TQM) is a management organization focused on quality, based on the participation 
of all its members and aiming at long term success through customer satisfaction and benefits to all members of the 
organization and society as a whole (Dahlgard et al.,2007). 
Management style focused on quality and customer satisfaction and applicable to any activity, from production to 
services, banking and government agencies, TQM is the key competitiveness of many enterprises. This kind of 
management style can be a huge culture change in some companies, and sometimes the shift can come with some 
growing pains, but if it is built on a foundation of quality principles, the company will be equipped to make this 
change and start working toward real long-term success (Dahlgard et al.,2007). 
Analyzing the performance of businesses in the effects of globalization it can be said that performance is a status 
of enterprise competitiveness which ensures sustainable market presence. Performance is an indicator of potential 
future results due to meet strategic objectives. Performance do not characterize a situation, it always refers to the 
future. In defining sustainable performance in terms of quality management has started to propose a new approach to 
quality management. This new approach refers to the process of change (Olaru et al., 2012) 
The economic changes occurring in developed countries, has imposed the need for new guidelines specifically 
oriented to business management and sustainable development in order to ensure sustainable performance. This has 
been supported by the emergence of new versions of international standards and changes in the conception of 
organizations acting in the field,as the ISO 9004 serie of standards in 2009 and the new EFQM excellence model in 
2010 ( ISO 9004,2009;British Quality Foundation,2013). 
Even the name, "Leading the lasting success of an organization - A quality management approach" shows that 
ISO 9004 is evident support new guidelines.After radical revision in 2009, ISO: 9004 became a guide to "lead an 
organization to success, an approach based on quality management" (ISO 9004,2009). 
EFQM excellence model version of 2010 directs the business management system in order to support a 
sustainable development. Established in 1991 by the European Foundation for Quality Management - EFQM 
European Quality Award - European Quality Award - EQA, aimed at promoting the implementation of a 
management system to guide enterprises to total quality in order to obtain satisfying performance enabling 
requirements of all stakeholders (British Quality Foundation,2013). 
According to some authors, transforming standard was needed to help businesses affected by the economic crisis 
and business balance can be restored only through continuous and systematic improvement of their overall 
performance. 
 
3. Performance measurement in terms of quality 
 
Measuring performance in terms of quality experienced different approaches: compliance with specifications, 
customer satisfaction, and generally of all stakeholders of the organization. Thus, performance evaluation may be 
introduced at all levels of an organization( Rizea,2012): 
• to identify problems and improve the effectiveness of specific tasks;  
• to assess customer satisfaction; 
• to implement strategic objectives.  
Performance evaluation  can act as a means of control the improvement initiatives and facilitate decision making. 
Maturity of an organization influence the course of business processes and the choice and success of performance 
measurement models ( Olaru et al.,2012). 
 
3.1. Performance evaluation indicators and models 
 
According to literature, business performance management and measurement using a traditional system, such as 
profits and return on investment, is insufficient for decision making today, in a rapidly changing and competitive 
environment. 
Traditional financial indicators system is criticized because it focuses more on short-term than on long-term, 
measuring more the past result than futures. In addition, they tend to be outdated and easily manipulated by 
343 Anca-Cristina Stanciu et al. /  Procedia - Social and Behavioral Sciences  131 ( 2014 )  340 – 344 
managers (Sava,2012). 
The interest in performance measurement has increased over the past 20 years, performance criteria and indicators 
being technical and economic sizes of reference for quantification and qualification of economic and industrial 
performance. 
Performance indicators can be determined at organization level or at program / project and target financial 
performance, market, technology and customer. 
At international level, the enterprise performance evaluation can be done through the following models and tools 
(Rizea,2012): 
a) European Model: resulted in the European Quality Award criteria. 
b) National models of excellence in business: american (Malcolm Baldridge criteria); japanese (Deming 
criteria); canadian (based on leadership,planning,human resources,process management,relationship with 
providers, organizational performance);australian (leadership,strategy,data,customer and market 
focus,results) ;romanian quality award J.M.Juran ( promote the team work and increasing trust in quality). 
c) BSC-Balanced Scored model: involves analyzing strategic decisions from four perspectives: financial, 
customer, internal processes and organizational learning. 
d) The "Performance Prism", proposed by Cranfield University, which takes into account the categories of 
partners whose importance has grown in recent years. 
e) The Skandia Navigator is based on measuring and managing intellectual capital. 
f) The "Profile of performance", launched by Mc Kinsey and consulting company based on 9 criteria of 
evaluation.  
g) The "7S" which allows a systematic and comprehensive view of the organization considering that the 
enterprise strategy and organizational structure must be interrelated. 
h) The Dashboard, which is based on the principle of exception and pyramidal concentration of information. 
i) Benchmarking- the company performance measurement tool by comparison. 
 
3.2. Benchmarking – a performance evaluation tool 
    
In performance measurement in terms of quality benchmarking is a very popular and used model. Benchmarking 
is equivalent to search the best methods used in an activity, these methods enabling companies to improve 
performances. The benchmarking concept, which comes from the English word "benchmark" (terminal, reference), 
it is practiced in the U.S. This concept is based on the fact that the outside world is in constant evolution and 
consists in comparing their organization with one or more organizations identified as a specific reference 
field.Benchmarking is practiced since the 50s by some international companies. The term covers a pretty simple 
idea, namely that of finding the world that company or those companies that achieved in the most efficient process 
or task to further adapt that process within their company. In other words, it is to be compared with the champions in 
a given area, to draw on their experience to excellent approximation. Sometimes a share benchmarking results are 
spectacular. Benchmarking encourages a company to become open to new methods, ideas, processes, and practices 
to improve effectiveness, efficiency and performance. A benchmarking study results in valuable data that can 
stimulate thought-provoking discussions with key stakeholders. The results provide answers to the following key 
questions(Stage-Gate International,2013):  
• How well are we performing compared to other companies?  
• What are the best practices?  
• What improvement opportunities should we focus on?  
 
The process of benchmarking can be just as important as the results; especially if you plan to engage several 
people to help implement improvements. By including executives and other key stakeholders throughout the 
benchmarking process, you minimize resistance to change, and win their support. Companies who involve their 
team throughout the benchmarking process report the following benefits(Stage-Gate International,2013):  
 Accelerates understanding and agreement on the real problem areas  
 Educates on the latest practices being used and performance being achieved  
 Motivates the team to work collaboratively internally to surpass external benchmarks 
  Removes emotion from the discussion.  
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Benchmarking provides necessary insights to help you understand how your organization compares with similar 
organizations, even if they are in a different business or have a different group of customers.Additionally, 
benchmarking can help you identify areas, systems, or processes for improvements—either incremental (continuous) 
improvements or dramatic (business process reengineering) improvements(Re Velle`s,2004). Most importantly, 
regular benchmarking encourages a culture of continuous evaluation and improvement. 
 
4. Conclusions 
 
Sustainability concept is proven by the social responsibility that should be exercised and supported through 
investments socially responsible , a given organization aiming  to respond to complex performance criteria, 
including the non-financial nature criteria that relate to environmental management and settlement of problems in 
the social sphere. 
Sustainable actions involving organizations conferring increased importance to the impact of environmental, 
social and economic factors, to bring more value and information to all stakeholders and reflects the sustainability 
performance reporting. 
Increasing competitiveness and developing a knowledge-based economy with emphasis on energy ,efficiency and 
renewable resources, protect and improve the environment, raising living standards, development and more efficient 
use of human capital through social promotion, all  are considered relevant requirements for sustainable 
development. 
Quality management system facilitates continuous improvement of products and services provided, thereby, 
increase customer satisfaction and other stakeholders identified by the organization and, on this basis, we can talk 
about the possibility of ensuring a sustainable performance of an enterprise. To achieve long-term benefits, 
companies must consider the specific aspects of the implementation of quality management systems under 
international and European standards. 
In the current international context, it becomes necessary to attach a particular importance to sustainable 
development by encouraging the implementation of the business models of quality management systems in order to 
facilitate the improvement of business performance in terms of meeting the increasing requirements of all parties 
stakeholders identified by the organization. 
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